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11th August, 2010 
 
Barbara Hanson 
Chief Executive Officer 
Sunshine Coast Family Contact Centre 
P.O. Box 571  
Cotton Tree Q4558 
 
 
Dear Ms Hanson 
 
It is my pleasure to present you with this evaluation of the Early Intervention Program. I would 
also like to extend my appreciation to the centre staff, in particular the Program coordinator, Ms 
Hopkins, for collaborating in the evaluation process. 
 
Yours sincerely 
 
 
Judith Burton, PhD 
Senior Lecturer, Social Work and Human Services 
Faculty of Health, QUT Kelvin Grove 
 
 
 3 
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
 
 
Contents 
EXECUTIVE SUMMARY .......................................................................................................... 5 
EARLY INTERVENTION PROGRAM PROCESS AND MODEL ....................................................... 7 
AUDIT ................................................................................................................................... 8 
EARLY INTERVENTION PROGRAM OBJECTIVES AND INTENDED OUTCOMES .......................... 13 
EARLY INTERVENTION PROGRAM EVALUATION METHODOLOGY ............................................ 14 
CLIENT FEEDBACK TELEPHONE SURVEY ..................................................................... 14 
INTERVIEWS WITH STAFF AND BOARD MEMBERS ........................................................... 15 
OVERVIEW OF MILESTONES INCLUDING SUMMARY OF PROGRESS REPORTS 1 – 5 ........... 16 
ADDITIONAL ACTIVITY .................................................................................................. 19 
OBJECTIVE1: WORK WITH LEGAL AND JUSTICE PERSONNEL ......................................... 21 
OBJECTIVE 2: WORK WITH PARENTS ............................................................................ 26 
OBJECTIVE 3: PROGRAM EVALUATION AND SUSTAINABILITY ......................................... 42 
OVERALL EVALUATION REGARDING OUTCOMES RELATED TO OBJECTIVES ........................ 45 
REFERENCE LIST ........................................................................................................ 48 
APPENDIX A .................................................................................................................... 49 
QUESTIONS FOR INTERVIEWS WITH SCFCC PARTICIPANTS .............................. 49 
 
List of tables 
TABLE 1 FAMILIES, CHILDREN, SERVICES AND AGREEMENTS ................................................ 10 
TABLE 2  SERVICES PROVIDED IN EARLY INTERVENTION PROGRAM (NCCPP) BY QUARTER 
JAN 2008 – JUNE 2010: INTAKE, CHANGEOVER AND SUPERVISED CONTACT ........................ 12 
TABLE 3 NUMBER OF PEOPLE GIVEN INFORMATION AT COURTHOUSES, OCT 2009 – JUNE 
2010 .................................................................................................................................. 25 
 
 
List of abbreviations 
ACCSA:  Australian Children’s Contact Association  
DVO: Domestic Violence Order 
EI: Early Intervention 
NCCP: National Community Crime Prevention Program 
SCFCC: Sunshine coast Family contact Centre 
  
 4
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
  
 
 5 
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
 
The Project 
The Early Intervention [EI] Program aims to facilitate contact between children and their non-
residential parent as soon as practicable after breakdown and separation of the immediate 
family unit. The Program is auspiced by the Sunshine Coast Family Contact Centre Association 
Inc. [SCFCC] which offers services from three locations in South East Queensland. The 
program is offered at two locations: Maroochydore and Gympie. The Program has been offered 
since late 2007 following receipt of a grant from the National Community Crime Prevention 
Program [NCCP] for Domestic Violence Prevention.  
 
Reporting period 
 
This report presents data related to the final reporting period (January – June 2010) as well as 
an overall evaluation. 
 
 
Executive Summary 
 
This final report contains: 
 a description of the project process and model including discussion of an exit strategy 
for client families following cessation of the NCCP grant; 
 an audit of the project;  
 an evaluation of the project with respect to milestones and objectives; and 
 conclusions regarding successes and challenges and recommendations to the agency 
with respect to how to build on existing work.  
 
 
The Early Intervention program began accepting clients for service from October 2007 at the 
Maroochydore centre and from December 2009 at the Gympie centre, Robbie’s Place. 
Information in this report is based on data gathered up until the 30th June 2010. The report was 
compiled in consultation with agency staff.   
  
The EI program logic is that violence is prevented when parents in conflict do not meet when 
children are accessing their right to maintain a relationship with both parents (Sheehan, Carson, 
Fehlberg, Hunter, Tomison, Ip & Dewar, 2005). Separation, especially when due to domestic 
violence, can be a highly emotional experience. Children can be exposed to physical and 
emotional abuse when parents are meeting court expectations that they will have contact with 
non-resident parents (Kaye, Stubbs & Tolmie, 2003). To prevent such violence and conflict, for 
both children and parents, the EI program acts as a third party and facilitates changeover or 
supervises contact. The EI program is different to the standard programs offered by Harmony 
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House in that parents become involved with the service as soon as appropriate following 
granting a Domestic Violence Order [DVO]. In this way it was expected that the agency could 
provide more timely and effective prevention services. No exit strategy is required as case 
management processes mean families transition, if and when appropriate, to the Standard 
program offered by Harmony House.   
 
The methodology used to evaluate the project included ongoing consultation with the project 
team, in particular the program coordinator. In addition to using agency data regarding the 
families in the EI program the evaluator conducted interviews with program staff and helped 
staff design a telephone survey to be undertaken with EI parents in the week or so after intake 
procedures had been completed.  
  
The project audit reports that over the period of funding 54 families accessed the EI Program: 
108 adults and 80 children. Most families accessed the supervised changeover service but an 
unexpectedly high number of families used the supervised contact service. This can in part be 
explained by the recency of violence experienced by both adults and children using the service 
and also by the young age of some children.  
 
In reporting on progress with respect to identified milestones it is stated that the project has met 
key milestones related to service provision. Milestones related to actions to be taken by the 
Magistracy (requiring use of a contact centre) and by parents themselves (take-up of optional 
courses) have not been as successful. Nonetheless the actions beyond the specific brief of the 
project have been developed, most notably, the addition of supervised contacts to the services 
provided to EI clients and intensive networking amongst the local service system (Gamache & 
Asmus, 1999; Gardiner, 2000). 
 
The bulk of the report identifies how effectively and in what ways the EI Program has meet 
objectives. The first objective relates to work with legal and justice personnel so that there would 
be increased use contact centres and therefore decreased incidence of violence at changeover. 
This report found this objective to be the hardest to meet in view of the expectations regarding 
change in the legal systems. This said, networking activities and the provision of information at 
court led to gradual and increasing take up of the program. Also, the outcome of reducing 
violence was met for those families involved in the EI Program: no incidences of domestic 
violence were recorded for EI families while at the centre. The focus of objective two was work 
with parents. Activities aimed to reduce violence and fear at changeover and to provide services 
so that parents and children could adapt to post separation roles and circumstances. Reports of 
parents and staff show that violence was eliminated while parents were at the centre and also 
there appeared to be a substantial reduction in violence outside the service.  Improvements in 
parental interaction were seen in the effective use of centre communication strategies by most 
families, as well as four families moving to self-managed contact and twelve more reaching 
obtaining Family Court Orders and moving to the Standard Program. Less success was seen in 
terms of the uptake of courses and other optional services offered to families. Objective three 
related to program accountability and sustainability. The evaluation is evidence of one main 
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outcome for this objective. With respect to sustainability, the EI program is at present integrated 
alongside the standard program: processes and procedures developed during the funding 
period can continue to be used.  
 
Overall, the evaluation notes that the EI program has been innovative in a number of ways in 
preventing violence. Staff are to be commended on their reflective approach to practice and 
their flexibly in responding to problems as they arose. In support of their ongoing work in 
developing practice and policy the following recommendations are made:  
 That staff continue to investigate ways to be more fully included in existing coordinated 
responses to domestic and family violence.  
 That staff discuss the utility of revising the telephone survey to make it more appropriate 
as an instrument to use to gather information about parents in all programs.  
 That staff discuss the survey data already gathered from EI parents and consider 
implications for practice and policy.   
 That the EI program continues to be offered with sufficient resources to continue the 
valuable work undertaken with court and justice personnel and with workers in the 
domestic and family violence fields. 
 
 
 
Early Intervention Program Process and Model 
 
The program logic of the EI program is that safety for children whose parents have separated 
due to domestic violence as well as prevention of further domestic violence requires a proactive 
approach to offering services to parents. A main point of contention in the early stages of 
separation is contact with children for the non-residential parent. The EI Program establishes a 
consistent pattern of contact thereby eliminating some stress for family members and helping 
parents stay connected with their children. 
 
The EI Program follows established processes, protocols and procedures used in the standard 
contact and changeover model offered by the agency. The program complies with the Federal 
Department of Families, Housing, Community Services and Indigenous Affairs expectations re 
service provision and accountability. The Centre is also a foundation member of the Australian 
Children’s Contact Association, the peak body for agencies providing contact services, and thus 
promotes the ACCSA Code of Ethics which includes values of Quality of Service Provision and 
Respect (see http://www.accsa.org.au/files/CodeofEthics.pdf). ACCSA also are in the process 
of up-dating the Service Standards which draw substantially on those of the Supervised 
Visitation Network in the US (see http://www.svnetwork.net/standards.asp). Prevention of 
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violence and conflict via a focus on risk assessment and client safety is a feature of these 
standards.  
 
 What makes the EI Program model different to the standard service is the timing of entry to 
service. The desire to be free from domestic violence, both for themselves and for their children, 
drives many parents to separate from abusive partners (Kaspiew, Gray, Weston, Maloney, 
Hand, Qu & the Family law Evaluation Team, 2009). However, the time immediately following 
separation can be very dangerous as controlling spouses seek to regain power over abuse 
survivors (McInnes, 2001). Contact with children – which is typically allowed as part of a 
Domestic Violence Order – can provide opportunities for abuse. Prior to the inception of the EI 
Program families generally reached the centre via referrals from Family Relationship Centres, 
solicitors or the Family Court via Family Court Orders. Such referrals can take an extended 
period of time to be arranged and parents’ feelings of animosity can be fuelled by such system 
delays. Therefore the EI Program aims to provide more timely and effective services so that 
personal safety is not compromised when children are accessing their right to maintain 
relationships with both parents.  
 
No specific exit strategy is required for client families because they can continue receiving 
services if needed via transfer to the standard program. As will be discussed later in this report 
one consequence of early intervention appears to be that contact does not become a focal point 
of contention between parents and also children do not become estranged from the non-
residential parent. This affects strategies to promote self-management of contact. 
 
 
Audit  
 
This section presents quantitative data about client families and how they are using the 
program. 
 
As at June 30th 54 families had accessed the EI Program: 108 adults (parents) and 80 children 
(see Table 1). However, in 10 of these families both parents had not completed the intake 
process and therefore there had been no contact services provided. In most families (35) only 
one child was involved with 14 families having two children, three families with three children 
and two families with four children. Services had commenced for 43 of these families (including 
57 children) because both parents had completed the intake process.  
 
 9 
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
 
Table 1 also provides information on the kind of service accessed: Intake, Supervised Contact 
[S/C] or changeover [C/O]. This shows that most families use the S/C service. It also reports the 
type of agreement that parents have developed around access/ contact. With respect to the 
kinds of agreements identified in the table: 
 ‘Own’ means that the family negotiated their own agreement, 
 X means that a visit to visit arrangement is made, 
 ‘HH’ means that the parents have used the agreement form provided by Harmony 
House, the agency offering the EI program, and 
 ‘Solicitor’ means that a solicitor engaged by one of the parties has worded an 
agreement. 
With respect to ‘Outcome’, by the end of the funding period 12 families had secured a Family 
Court Order and moved into the Standard program. This demonstrates movement toward an 
appropriate degree of self-management. Families make use of the EI services while they were 
going through the court process. Families who continue to manage contact according to an 
independent agreement or parenting plan can stay within the EI program.  
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Table 1 Families, children, services and agreements 
 
Family  
Number  Children  S/C C/O Agreement  Outcome 
1  1  X     Own    
2  1  X     Solicitor  Family Court Order 
3  1  X     Solicitor    
4  1     X  Solicitor    
5  2  X  X  HH  Family Court Order 
6  1     X  Solicitor  Family Court Order 
7  1     X  HH    
8  1     X  X  Family Court Order 
9  2     X  HH  Family Court Order 
10  1        HH    
11  4  X     HH    
12  1  X  X  HH    
13  1  X     HH    
14  1     X  FRC    
15  1        X    
16  1     X  HH  Family Court Order 
17  1  X     Solicitor    
18  2  X     HH  Family Court Order 
19  1     X  own    
20  1  X     own    
21  2  X     Solicitor    
22  2     X  HH    
23  1        HH    
24  1  X     Solicitor    
25  1     X  HH  Family Court Order 
26  2        HH    
27  1  X     Parenting Plan Family Court Order 
28  1  X     Solicitor    
29  1        HH    
30  1  X     HH  Family Court Order 
31  1  X     HH  Family Court Order 
32  1  X     HH    
33  2  X     HH    
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As can be seen from the following table of services provided (Table 2), there has been steady 
intake into the EI Program with spikes in intake numbers in both Oct-Dec quarters. This may 
relate to separations due to the higher stresses on families during holiday / Christmas period. 
From October 2009 intakes and other services were also being undertaken at the Gympie 
location. Over the funding period the agency completed an average of 8.7 intakes per quarter, 
facilitated an average of 28.9 changeovers and 18.7 supervised contacts. 
 
The table also shows that up until June 2010 the total number of changeovers supervised by the 
Program was 289 and of supervised visits was 187. The number of changeovers supervised 
remained fairly constant. However, the number of supervised contact visits grew steadily and, 
overall, represented 39% of all contact services a higher proportion of visits than originally 
Family  
Number  Children  S/C C/O Agreement Outcome 
34  1  X X HH
35  1     X  HH    
36  2  X     HH    
37  2  X HH
38  1  X     HH    
39  1  X     HH    
40  2  X Solicitor Family Court Order 
41  1  X HH
42  1     X  HH    
43  3     X  HH    
 Incomplete Files  ‐ Intake with only one parent
44  4             
45  2             
46  2 
47  1 
48  3             
49  1             
50  1  Parenting Plan
51  3        Solicitor    
52  1        HH    
53  2  HH
54  2  Parenting Plan
TOTALS  80  25  15       
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expected. This reflects the number of toddlers and infants among the families and also, in part, 
the recent entry into service since many families in the standard program will move to 
changeover after demonstrating safe and effective parenting in supervised visits. However, as 
reported below with respect to Objective 2, staff members also feel it reflects the recency of 
separation. These parents and children may be experiencing heightened emotions and 
fearfulness due to the recency of violence. The effectiveness of practice and processes to 
enhance safety and security are seen in the data for refusals. Despite the heightened emotional 
state across the funding period only three children (in two families) refused contact illustrating 
the work of the staff in terms of ensuring client safety.  
 
Table 2:  Services provided in Early Intervention Program 
(NCCPP) by quarter Jan 2008 – June 2010: Intake, 
changeover and supervised contact 
       
  Intake  Changeover  Supervised 
contact 
Jan‐ Mar 08  6 27 1 
Apr‐Jun 08  6  35  8 
July‐Sept 08  6  18  9 
Oct – Dec 08  16  30  18 
Jan‐ Mar 09  7  39  23 
Apr‐Jun 09  4 21 10 
July‐Sept 09  7  35  14 
Oct – Dec 091 14 30 24 
Jan –Mar 10  13  16  49 
Apr – June 10  8  38  31 
Totals  87  289  187 
                                                 
1 Includes numbers from Gympie service as of November 2009 
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Early Intervention Program Objectives and Intended 
Outcomes 
 
Three sets of objectives were established for this project. These focused on liaison with legal 
and justice personnel; work with parents, and program accountability and sustainability. 
 
 
Objective No. 1  
a) To work with the Maroochydore, Gympie, Caloundra and Noosa Shire catchments, to 
make changeover at a children’s contact centre a condition when magistrates issue a 
DVO for separating parents, 
b) To work with Police Prosecutors and solicitors, to encourage Police Prosecutors and 
Solicitors to communicate with the centre concerning parents whose children may 
require changeover at the centre. 
Outcomes  
 Increased use of children’s contact centres 
 Subsequent decrease in use of police stations, fast food restaurants and other locations 
where intimidation and domestic violence may occur. 
 
  
Objective No. 2  
a) To reduce incidents of domestic violence at changeover through providing a safe 
environment in which children can move from one parent to another, 
b) To improve ways in which separating parents interact with each other, and with their 
children. 
 
Outcomes  
 Reduction in incidents of domestic violence and fear at changeover 
 Counselling and courses assist parents and children to adapt to post separation roles 
and circumstances, in a manner that is understanding of each family member’s situation 
and maintains children’s best interests 
 
 
Objective No. 3  
a) To evaluate the Activity and create a self-sustaining project at the end of the funding 
period. 
Outcomes 
 Establishment of a self-sustaining project at the end of the funding period with 
community and stakeholder support. 
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Early Intervention Program evaluation methodology  
 
This section outlines the methodology used in evaluating the program in particular it describes 
the data sources and analytical strategies employed. Information from these sources are used 
to address relevant performance indictors in the following sections. 
The evaluation for this project was conducted in collaboration with staff involved in the EI 
Program, in particular the program coordinator. Staff adopted an action research approach: 
emerging issues and problems were discussed amongst themselves and at times with the 
external evaluator, and strategies to address these researched and applied (Cousins, 2005; 
Crane & Richardson, 2000; Crane, 2006; DePoy & Gilson, 2008; Unrau, Gabor & Grinnell, 
2007). The program coordinator maintained a diary that charted these key decisions and actions 
and she also collated selected data (in addition to agency records) drawn from client case files 
records. 
 
The evaluation used a mixed method design to gather and analyse data from the following 
sources: agency progress reports, agency statistics, client records, coordinator diary, client 
telephone survey (n= 34) and interviews with four staff members and two board members 
(Fetterman, 2005; Stufflebeam & Shinkfield, 2007). As the external evaluator for the project I 
have gathered and analysed a number of agency documents and reports as well as 
collaborated with program staff to generate additional data. Of particular importance was 
gathering data from the key stakeholders - the parents using the service. This was done via a 
telephone survey of adult clients, the separated parents. Parent data is predominantly related to 
Objective 2. Interviews with four staff members and two board members gathered their views 
regarding progress with respect to stated objectives. The interview data predominantly relates to 
Objectives 1 and 2. Below more information is offered about these data collection strategies. 
 
 
Client Feedback Telephone Survey 
Questions in the client feedback survey were developed by program staff with my input as 
external evaluator. The survey was designed to evaluate the extent to which the EI program met 
performance indicators related to objective 2. Different versions of some questions were 
developed to account for differences between parents on the basis of whether they were 
identified as aggrieved (applying for an order and typically the parent who the child resided with) 
or respondent (responding to allegations made in the order and typically the parent who the 
child visited with). The survey contained 37 questions with an additional 11 questions for those 
parents who had exited the service. Most questions (29 of the 48) offered fixed response 
categories although some also contained space to record brief qualitative responses such as 
the reason for answers given. The survey was administered by an agency worker who had not 
interacted with the client at intake or during service provision.  
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Thirty-four parents agreed to answer the survey questions: half were aggrieved (or residential) 
parents and half were respondent2 (or non-residential /parents). Only three parents answered 
the questions at the end of the survey related to having moved to self-management – 
predominantly because the surveys, once developed, were administered soon after clients 
began receiving services. This represents a response rate of nearly 40% (34 of the 86 adults 
who had commenced receiving services up until the 16th June 2010). Most responders to the 
survey had only one child (n=19), 13 had two children and two had four children. The ages of 
the child/ren were between one and fourteen years. The average age of the first child was 
approximately 5.7 years old, the second child was 4.7 and the third child was 8 years old and 
the fourth child was 1 year old. Data were analysed using SPSS (v17). Due to the small number 
of participants the focus was on presenting descriptive statistics as well as using the open 
responses to illustrate parents’ views. For some questions there were statistically significant 
differences between respondent and aggrieved parents and we have made tentative 
observations with respect to these. 
 
Interviews with staff and board members 
 
People involved with the program were invited to participate in an interview to inform this 
evaluation. Participation was voluntary and six of the eight people invited to participate chose to 
be interviewed. Interviews took between 25 and 45 minutes. The interviews were audio taped. A 
copy of the questions asked is attached as Appendix A. Interview data was analysed to draw 
out key themes with respect to the program objectives.  
  
                                                 
2 The term ‘respondent’ is only used in this report to mean the parent who is not the aggrieved. It is not 
used to mean all those providing responses to survey questions. 
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Overview of Milestones including summary of Progress 
Reports 1 – 5 
 
It was agreed that this final report would report on Milestones 4, 6, 7, 9, 10, 11, 13 and 14. The 
table below summarises input from the five previous progress reports with respect to these 
milestones, provides some data for the reporting period Jan – June 2010 and foreshadows data 
presented later that provides a more detailed picture of the activity.  
 
No. Milestone 
Description 
Due 
Date 
Date 
complet
ed 
Progress against the Milestone 
4 Commence 
intakes and 
changeovers 
3.10.07
(ongoing) 
23.11.07 Steady increases were generally reported in intake 
numbers. An emerging trend was the higher 
numbers of supervised contact visits than in the 
standard program. 
In this final reporting period (Jan – June 2010) 
there have been 21 intakes and 54 changeovers. 
In addition to the described milestone, from Jan to 
June there have been 80 supervised contact visits 
facilitated for EI clients.  
The number of services provided reflects a steady 
increase in clients across the funding period, 
particularly since services were available across 
the two locations since Dec09. It also reflects the 
inclusion of supervised visits for these clients. It 
also reflects the continuation of clients which 
indicates they are satisfied with services provided. 
For additional information about changeovers see 
Milestone 11. 
6 Ongoing 
monitoring 
and 
evaluation 
3.12.07 10.8.10 Monitoring and evaluation was ongoing throughout 
the life of the grant.  
In this final reporting period monthly statistics have 
been compiled and presented in the audit below. 
Also reported are the results of a range of 
evaluation activities. 
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No. Milestone 
Description 
Due 
Date 
Date 
complet
ed 
Progress against the Milestone 
7 Commence 
offering 
Where Kids 
Come First 
counselling 
Offered 
to all 
clients 
23.11.07 All adult clients since the inception of the program 
have been offered this service at the intake stage.  
In this final reporting period it is noted that there 
are still no EI clients who have enrolled their 
child/ren. Issues related to optional services and 
other referrals are included in the following 
evaluation of objective 2.  
9 Magistrates’ 
Courts issue 
DVO for use 
in contact 
centre at 
changeover 
17.10.7 23.11.07 A range of activities have been undertaken to try to 
reach this milestone. In reports 4 & 5 it was noted 
that agency staff had been able to directly liaise 
with the Magistrate at the Caloundra Court and 
also were able to capitalise on improved 
communication due to the re-establishment of the 
Caloundra Court Reference Group. Magistrates 
are informing people that such services were 
available not just in the initial focus court – 
Maroochydore - but also Caloundra, Gympie and 
Noosa court houses. That is, all Magistrates’ courts 
on the Sunshine Coast. 
There have been two orders that stipulate 
changeover at Harmony House EI Program. These 
arrangements were at the request of the aggrieved 
parent.  
In this reporting period, as will be seen below, 
some associated with the program raise the issue 
that such decisions may be best made on a case 
by case basis so that at least initial assessment 
can be undertaken to ascertain whether contact is 
in the child’s best interests. Furthermore enabling 
choice for parents via the provision of information 
perhaps better meets agency values of self-
determination. 
10 Establish 
Project 
Committee 
18.10.7 9.10.7 The project committee was reported to meet 
between 3 and 4 times each reporting period. 
In this final reporting period the project committee 
has met twice. 
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No. Milestone 
Description 
Due 
Date 
Date 
complet
ed 
Progress against the Milestone 
11 Commence 
changeovers 
3.10.7 23.11.7 Changeover services have, since the reporting 
period 5 (Dec 09) been offered at two service 
locations.  
In this final reporting period there have been 54 
changeovers.  
See the audit section of this report for additional 
information about the numbers of changeovers 
provided across the funding period. 
13 Police 
prosecutors 
and solicitors 
to commence 
faxing 
information 
12.11.7 10.11.7 In report 3 it was suggested that this milestone was 
not appropriately worded. Reports 4 & 5 mention 
consultation with the Attorney Generals’ 
Department to consider a more relevant milestone. 
Faxback programs are a feature of coordinated 
responses to domestic violence. In this regard 
police already fax the local domestic violence 
agency – SCOPE. Program staff have worked 
consistently to collaborate with this existing 
network and this has resulted in solid gains in 
terms of the recognition and respect for contact 
services. This in turn has meant that when SCOPE 
personnel are contacting people who have been 
the subject of a police fax re domestic violence 
they are provided with information about the EI 
Program. See also additional activity below. 
Relationships with police prosecutors have been 
steadily improving during the grant period with 
clear outcomes with respect to garnering their 
support and cooperation. Program staff have been 
very successful in liaising with prosecutors and 
objectives have been achieved via other activities.  
In this final reporting period meetings and 
conversations with the police prosecutors have 
been ongoing. In particular, regular contact has 
ensured a continuous supply of agency brochures 
for prosecutors to give to potential clients. For 
further information see section re Objective 1, 
Activity 1.2. 
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No. Milestone 
Description 
Due 
Date 
Date 
complet
ed 
Progress against the Milestone 
14 Commence 
P5  
and 
Stepfamilies 
courses 
12.11.7 1.11.7 
 
and 
13.11.7 
Two parents have elected to enrol in the P5 course 
and one of these has successfully completed this 
course.  
No parents have elected to enrol in the 
Stepfamilies course.  
 
 
 
Additional activity  
 
While activities related to milestones were clearly the focus of EI Program staff, critical reflection 
on practice enabled the generation and application of other strategies to meet identified need as 
the program developed. 
 
Interagency work extended activity identified in milestones 9 and 13 related to work with 
Magistrates, police prosecutors and solicitors. While these legal and justice professionals have 
been important groups of stakeholders it became increasingly obvious across the funding period 
that other personnel (esp. domestic violence liaison offices with the police) and other agencies 
were also of vital importance in accessing clients in a timely fashion without duplicating roles 
and responsibilities of other agencies (Pence, Mitchell & Aiona, 2007). In particular, ongoing 
collaboration and information sharing with staff of the local domestic violence agency the 
Suncoast Cooloola Outreach, Prevention and Education [SCOPE] has been critical to program 
success and will be vital to the ongoing access of high risk families to the contact service. This 
will be further elaborated in evaluating progress with respect to Objective 1. The EI program 
coordinator also needed to liaise with the manager of the local Family Relationship Centre to 
consult re the inclusion of a written agreement for interim contact in the EI Program brochure to 
be handed to people attending Magistrates courts for domestic violence matters. It was also 
important for staff to network with other domestic violence related services so that the program 
could be promoted and staff of other agencies were aware of the nature and extent of the 
program and thus more supportive.  
 
Milestones 4, 9 and 11 refer to the changeover services to be offered within the EI Program. 
However, it was noted that a substantial proportion of the families are using the supervised 
contact service. This will be further elaborated in the audit section and the section re Objective 
2. 
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To summarise, this program has met key milestones with respect to the provision of services, 
monitoring and evaluation and committee oversight. While optional services are offered to 
parents – children’s group counselling and parenting courses – there has been minimal uptake 
as yet for these programs. Parents have however shown clear interest in supervised contact 
services which were not included in the original performance indicators. There was significant 
organisational learning over the life of the project regarding how to work effectively with legal 
and justice systems and personnel. These issues are discussed further below where a final 
evaluation is provided regarding outcomes related to objective 1. 
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Objective1: Work with legal and justice personnel   
 
This objective contained two elements. One related to making the use of a contact centre a 
condition of a domestic violence order when parents are separating, and the other was about 
encouraging communication about these families, couched in terms of a fax-back program, 
between justice and legal staff and the centre. Two activities and related performance indicators 
were developed. 
Intended outcomes were increased use of children’s contact centres and subsequent decrease 
in use of police stations, fast food restaurants and other locations where intimidation and 
domestic violence may occur. 
 
Activity 1.1: Liaise with Magistrates outlining the EI Program and seeking their support 
and cooperation for the program 
Progress against Performance Indicators 
1. Number of magistrates liaised 
with on programme objectives 
and benefits. 
Over the funding period the coordinator has made substantial 
gains in terms of liaising with Magistrates, most notably in 
initial consultations with the Magistrate Killeen who oversaw 
other magistrates in the district as well as a number of 
meetings with Magistrate Fingleton from the Caloundra 
courthouse. Staff are also now members of the Caloundra 
Court Reference Group. 
2. Number of magistrates who 
support the project. 
Feedback from Magistrates Killeen and Fingleton to the 
Program Coordinator was that they were supportive of the 
program and have accepted brochures and other information 
about the program to distribute. Noosa and Gympie 
magistrates are also referring clients to the contact centre 
worker for information suggesting support for the service. 
3. Number of DV orders from 
Magistrates Courts in the 
Maroochydore, Gympie, 
Caloundra and Noosa Shire 
catchments which specify 
changeover at a children’s 
contact centre as a condition of 
a DVO. 
Two DVOs have been issued specifying that changeover 
occur at Harmony House. Magistrates have included this 
condition at the request of the applicant (or their solicitor).  
All other families have accessed the EI Program by coming 
to a written agreement in accordance with clause 4 of a 
standard Domestic Violence Order. At the end of 2008 the 
brochure handed out at the courts by the EI program 
coordinator was redesigned to include a form for a written 
agreement. This has increasingly been used by parents 
accessing the EI program.  
Verbal referrals are made at intake and at the courthouse so 
all parents understand the importance of developing a 
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permanent Parenting Plan. They are also offered information 
about the main options for gaining supporting in developing 
such a plan: a Family Relationship Centre, Legal Aide or their 
solicitor.   
4. Number of changeovers 
conditional on a DVO that occur 
at the Sunshine Coast Family 
Contact Centre. 
During this final reporting period 54 changeovers conditional 
on a DVO were conducted at the SCFCC.  
Over the funding period all clients in the EI Program were 
accepted on the basis that they had recently been granted a 
DVO.  
5. Feedback from magistrates 
during and at the end of the 
Activity 
Over the funding period informal feedback from the 
Caloundra magistrate is that people accessing court services 
will have available to them a range of literature on the 
program and that Magistrates in other catchments are 
beginning to include changeover at the centre when 
requested by parties to domestic violence orders.   
 
 
Activity 1.2: Liaise with police prosecutors and solicitors outlining the EI program and 
seeking their support and cooperation for the program 
Progress against Performance Indicators 
1. Number and nature of fax 
backs received from Police 
Prosecutors and Solicitors 
concerning parents whose 
children may require 
changeover at the Centre. 
As the fax-back system was not feasible the EI program 
coordinator has found other ways to achieve the outcome of 
increasing use of the centre for safe contact by developing 
relationships with a range of professional groups involved in 
the socio-legal systems related to domestic violence. The 
central activity has been promoting the EI program to 
potential clients via building networks with the range of 
service providers who work with parents who are separating 
due to domestic violence. 
In particular with respect to court personnel the EI 
coordinator has on-going arrangements to provide EI 
Program brochures to Police Prosecutors in all catchment 
area courthouses. Another demonstration of the efficacy of 
this activity with respect to increasing use of the centre for 
safe contact is that the specialist domestic violence police 
prosecutor would personally introduce clients to the EI 
Program worker at the court. 
With respect to court-related personnel sound collaborative 
practice has produced excellent working relationships and 
cross-referral practice with the main community agency that 
2. Number and circumstances 
of parents from Police 
Prosecutors’ and Solicitors’ 
fax-backs that subsequently 
contact the Centre 
3. Number and circumstances 
of parents referred from 
Police Prosecutors and 
Solicitors fax-backs given 
priority for their intake 
assessment and changeover 
dates and times 
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provides court support for both women and men, SCOPE. 
SCOPE workers will refer clients who have children to the EI 
worker or will give their brochures and recommend. In this 
final reporting period this collaborative relationship has 
resulted in SCOPE including Harmony House contact details 
in their Safety Plan brochure (re child contact arrangements) 
which provides information and advice for those affected by 
domestic and family violence. Furthermore Harmony House 
brochures are included in the SCOPE Safety Pack. 
Another key group that the EI coordinator has established a 
solid working relationship with is Police Domestic Violence 
personnel (the DV Coordination and several DV Liaison 
Officers in Police stations). The utility of this relationship for 
achieving the project outcome of increased use of the centre 
for violence-free contact is seen in (1) brochure distribution 
(over the funding period totalling nearly 2,000) for use in 
police stations across the catchment area and (2)  
 
 
Objective 1 Outcomes planned and achieved 
 
Intended outcomes were increased use of children’s contact centres and subsequent decrease 
in use of police stations, fast food restaurants and other locations where intimidation and 
domestic violence may occur. This outcome has been achieved for families who attend the 
service.  
 
Services provided reflect the increased use of the centre and the ability of 57 children to 
maintain a relationship with both parents while in most cases eliminating exposure to domestic 
violence. As will be noted re Objective 2, conflict was not eliminated in all families however no 
conflict between parents occurred at the centre. Studies have shown that conflict is more likely if 
contact takes place without the supervision of an appropriate third party (Kaspiew, Gray, 
Weston, Moloney, Hand & Qu, 2009; Kaye, Stubbs & Tolmie, 2003). As Board Member 1 
stated, if parents are not involved in the EI Program 
they find that the conflict is worse. Because, for example, a mother who has the 
children living with her might not want to let the children go to a father, for 
security or other reasons, without some sort of third-party intervention or 
assistance. So it [the EI Program] provides that straight up and gives some 
reassurance to the residential parent. But it [the EI Program] also works the other 
way in that it gives some reassurance to the contact parent that they can see 
their child and that in turn usually helps them not get so agitated. So then the two 
of them can try and work together and sort out some [Family Court] Orders 
sooner than they would otherwise. 
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As this statement suggests the provision of contact services not only prevents violence by 
removing the need for ex-partners to meet but also can set adults on a path to more effectively 
making parenting arrangements. A potential trigger for violence – expectations about contact 
with children - is addressed at this early stage with appropriate supervision and referral 
mechanisms in place. This will be considered further with reference to objective 2 below. 
 
In addition to the stated outcomes there are the outcomes implied by two milestones: Milestone 
9: Magistrates’ Courts issue DVO for use in contact centre at changeover, and Milestone 13: 
Police prosecutors and solicitors to commence faxing information. As the program developed it 
became clear that it was not likely or always appropriate for magistrates to make blanket orders 
for contact. As Board Member 2 reflected:  
 I'm not so sure about forcing it [the condition that contact occurs at Harmony 
House] upon people. I sometimes think we take away people's responsibility and 
their ability to ask for things as well. So I think if we make it [the EI Program] 
available and we make it known that this service is available to people right at the 
beginning, that’s fantastic. 
Furthermore, staff understood that police and the courts were less able to respond flexibly and 
that policy change was difficult. As Staff member S2 said in offering her understanding of why 
objective one was proving hard to achieve:  
I think that's because we are trying to work with other government departments 
who are very restricted by what they can and can't do. The paperwork and the 
red tape for them to get something done make it very difficult. They can't just 
make that decision for themselves. Like with the [EI] program if we see that it's 
not working we’re in a position where we can alter it, and change it very quickly 
and easily… Whereas when you're dealing with the courts and the court 
processes, it's not that easy for them.  
Personnel changes at the courts also hampered efforts to meet original milestones. Similarly, 
with respect to milestone 13 there was already a fax-back system in place between police and 
SCOPE on domestic violence matters and it was considered that an additional system was not 
achievable. Staff may consider investigating the feasibility of being included in these 
communications were there are children involved. 
 
The alternative strategy of gradually building other service providers’ knowledge of and 
willingness to support the EI Program to achieve the outcome of increased use of the service to 
prevent domestic violence at changeover was showing positive results. As staff member S1 
stated:  
It's just getting out there [by networking and word-of-mouth] and showing them 
evidence that it does support the reduction of domestic violence. Having these 
people in higher power, like the prosecutors and solicitors and the courts, 
acknowledging that somewhere like this does exist and it does work, that does 
help… The ones that do encourage it, and the ones we have a good 
relationship with they love it and can see that it does work. 
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This statement reflects how practice and attitude change – rather than policy change - became 
the focus of work with legal and justice related personnel. 
 
In view of the importance of attending court to directly engage with parents needing services the 
EI program coordinator began recording her work of providing information to people at the 
courts at Maroochydore, Caloundra, Noosa and Nambour. This data, from October 2009 to 
June 2010, is complied in the following table (Table 3). 
 
Table 3 Number of people given information at      
courthouses, Oct 2009 – June 2010 
 
Month People given information 
Oct 13 
Nov 19 
Dec 9 
Jan 22 
Feb 27 
Mar 20 
April 10 
May 12 
June 16 
TOTAL 148 
 
In sum, over the funding period this first objective has been the hardest to achieve. In part this 
was due to changes in court personnel and the difficulty of amending policy with regard to court 
forms and procedures. Nonetheless the EI coordinator’s activities have resulted in an ongoing 
strategy to supply information to key personnel so that potential clients can access information 
at many points in the separation process. Magistrates, police prosecutors, police domestic 
violence specialists and non-government agency court support workers are all now more aware 
and supportive of the work of contact services and more likely to provide such information to the 
separating parents that they encounter. In this way the underlying objective of promoting the 
program to court related personnel has substantially been achieved and activity with respect to 
liaising with police and domestic violence agencies has contributed to the increased awareness 
of how services provided by Harmony House can prevent domestic violence.  
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Objective 2: Work with parents  
 
This objective contains two parts. The first part relates to reducing incidents of domestic 
violence at changeover through providing a safe environment in which children can move from 
one parent to another. Secondly, there is the interest in improving ways in which separating 
parents interact with each other, and with their children. In setting this objective the centre staff 
planned to reduce incidents of domestic violence and fear at changeover and to provide 
counselling and courses to assist parents and children to adapt to post separation roles and 
circumstances. That is, in addition to preventing domestic violence there were outcomes related 
to providing services that recognised each family member’s situation and maintained children’s 
best interests. 
 
This objective has eight associated activities. 
 
Activity 2.1: Facilitate changeover and offer parents and child relevant services and 
programs 
Progress against Performance Indicators 
1.Extent to which safety and 
wellbeing remains a paramount 
concern for all parties involved: 
- effective safety measures in 
place in all activities and 
programmes 
- violence acknowledged and 
messages about violence 
made clear to those 
committing it 
- development of policies and 
procedures where staff 
suspect that a child is being 
abused, and strong 
relationships with child 
protection agencies, and 
- awareness of parents using 
contact as a means to further 
abuse or control the other 
parent. 
As noted in previous reports the physical and emotional 
safety of all clients, children and staff is of paramount 
concern when offering programs. Policies in place to ensure 
the safety of all parties during the changeover of children and 
the supervision of contact include separate entrances to the 
building so that the aggrieved and respondent parties do not 
meet. In addition, staggered arrival and departure times are 
designed to ensure the safety of clients as they leave the 
vicinity of the centre. All clients are required to remain inside 
the building until staff advise them that they are safe to leave. 
All clients of the service are made aware at intake that 
aggressive or violent behaviour will not be tolerated at the 
service for the safety and comfort of all parties. Staff 
encourage clients to refrain from discussing issues relating to 
the other party or the separation process when there are 
children present.  
The centre is committed to Child Protective Practices, strictly 
adheres to the Child Protection Policy and maintains a close 
relationship with both the Maroochydore and Gympie offices 
for the government provider of statutory child protection 
services, the Child Safety Services section of the Qld 
Department of Communities.  
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All staff have an awareness of the potential for parents to use 
contact as a means of further abuse or control and in all 
dealings with clients, take precautions to ensure that they are 
not given the opportunity to misuse the service in this 
manner. Practical precautions taken by staff include 
encouraging the use of a communication book between the 
parties, refraining from passing verbal messages between 
parties and making telephone contact with clients between 
visits to confirm details for the next visit or changeover.  
The efficacy of the above policies and procedures is reflected 
in client responses to the telephone survey. Ten of the 16 
aggrieved parents who replied said they felt very safe 
(62.5%). A further 4 parents reported feeling somewhat safe. 
Of concern, there were two aggrieved parents who reported 
feeling very unsafe while at the centre. Respondent parents 
were also asked how they felt (in generally rather than just 
safety). Of the 7 respondent parents who answered the 
question most reported feeling ‘good about it’ (5) while 2 
reported their view that it was not necessary to be at the 
centre. No respondent parents reported feeling unsafe or 
anxious. 
2. Extent to which children’s 
best interests are maintained:  
- child's safety remains a 
paramount consideration 
- reduce incidences of 
escalated levels of conflict 
and violence in front of 
children, 
- reduced levels of anxiety to 
children regarding separation 
and domestic violence 
- children maintaining a 
relationship with both 
residential and non-
residential parents, 
- children’s views and 
concerns, particularly 
regarding contact and 
domestic violence, are 
addressed, and  
The motto ‘Where Kids Come First’ focuses the work of all 
agency staff. When staff members were asked what they saw 
as the primary purpose of the program all responded that the 
focus was on providing safe contact for children (as with 
other programs offered by the centre). As S3 said: “the main 
purpose is that the children are allowed to go from one 
parent to the other parent without conflict.”  Most also 
included the intent to reduce violence in the family with 
comments such as S2’s that the program aimed to “protect 
all participants from participating in, being a witness to or 
being a victim of domestic violence.”  The connections 
between these purposes is clear from S1’s report that it was 
important that the program was helping parents step back 
“from what's happening to them and making them aware of 
how it is affecting the kids and seeing how it could be done 
without all the drama and violence”.  
A clear majority of parents (29, 85.3%) who participated in 
the telephone survey reported that using the contact centre 
was in the child’s best interests. All aggrieved parents and all 
but five respondent parents gave a ‘yes’ response when 
asked if they felt that using the centre was in the best 
interests of children. Reasons given mainly focused on the 
safety and child-friendliness of the centre (5 responders) or 
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- where appropriate, children’s 
communications are kept 
confidential. 
the absence of parental conflict (4 responders).   
Parents were also asked how their child/ren seemed to feel 
while at the centre. Just over three quarters (76.5%) reported 
that their child felt either very comfortable (21, 61.8%) or 
mainly comfortable (5, 14.7%).  
Fourteen percent said their child was somewhat 
uncomfortable (3 respondent parents) or very uncomfortable 
(2 aggrieved parents). While more aggrieved parents felt the 
child was comfortable (12 cf 9 respondent parents) no 
respondent parent reported that they thought their child felt 
very uncomfortable.  
These assessments of children’s level of comfort while at the 
centre are also reflected in centre statistics of child refusals. 
Over the funding period only three children in the EI program 
have refused contact (two instances for one child on 
changeover service and two instances where siblings refused 
supervised contact). Both siblings refused a further visit and 
at this point services were suspended and the family were 
referred to the Parent Orders Program.  
While children did not experience their parent’s conflict while 
at the centre the telephone survey data suggests that they 
were still exposed to some violence outside of the service. 
Question 27 asked: Since contacting the service have your 
children heard any incidents of domestic violence. Six 
parents (3 respondent and 3 aggrieved but not ex-partners) 
answered yes to this question, with one reporting this was a 
weekly occurrence and the others reporting it was less 
frequent.  
3. Number of parents who 
negotiate workable relationships 
in relation to their on-going 
parenting responsibilities. 
Four families have moved to self-management of contact, 
that is they no longer attend the service. Three of these 
parents also completed the Exit questions during the client 
telephone survey (1 aggrieved and 2 respondent). Of these 
all reported contact was continuing by mutual arrangement. 
Two claimed that the centre contributed to effectively moving 
on to self-managed contact. None of these parents reported 
abuse or intimidation and all felt that the new arrangements 
were in the best interests of their children.  
It could be argued that the cessation of violence would 
constitute an improvement for many of the families using the 
EI Program. In this regard survey responders suggest some 
gains although unfortunately not a complete cessation of 
violence. Where asked if there had been any conflict with 
their ex-partner since the recording of the DV order only 41% 
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(14 parents) replied that there had been no conflict. Most 
aggrieved parents reported that their ex-partner had tried to 
intimidate or abuse them (14 of the 17, 82.4%). Respondent 
parents were less likely to report conflict with only 29.4% (5 
parents) reporting any ‘open conflict’. Some conflict is in the 
form of telephone messages, perhaps accounting for parent’s 
reports that children have been able to hear conflict. As 
noted above no violence was experienced whilst at the 
centre.  
 
4. Development of protocols in 
relation to participant diversity: 
- identifying and addressing 
issues particular to different 
cultural and religious 
backgrounds, including views 
on family groups and privacy 
- language barriers and needs 
for interpreters 
- identifying, managing and 
where appropriate referring 
clients’ issues with drugs and 
alcohol 
- identification of clients’ 
mental health issues, 
assessing their risk toward 
other participants particularly 
in regards to whether they 
are undergoing treatment, 
making appropriate referrals, 
and conducting regular 
reviews of these clients, and  
- assistance to clients with 
disabilities. 
 
One telephone survey question asked: Do you feel that the 
worker showed respect for aspects of your experience that 
might be different to other people’s lives, e.g. language 
needs, cultural or religious beliefs, issues around health or 
disability? The most commonly chosen response was ‘All the 
time’ (23, 67.6%) when combined with those who chose 
‘Quite a lot’ this constituted 76.4% (26) of parents. Only one 
parent felt that the worker showed no respect (this was a 
respondent parent who also reported being forced to use the 
service by his ex-partner).   
The service maintains a wide collection of information about 
local agencies that provide a range of services from 
Relationship advice and parenting through to anger 
management and assistance with mental health issues. Staff 
will offer information and informally refer parents.  
Staff are also trained to identify and respond to risks related 
to mental health and alcohol and other drug abuse.  
 
5. Qualifications, training and 
suitability of staff, and extent to 
which they build trust and 
rapport with clients. 
Staff hold a range of formal qualifications including Bachelor 
of Social Science (this qualification held by the EI Program 
coordinator) and Cert III Child Services. In addition all are 
trained to facilitate the P5 parenting course and have 
received numerous professional development opportunities 
related to working in the Domestic and Family Violence 
sector. 
Very high ratings were received from parents with respect to 
worker practices related to building trust and rapport. In 
addition to the high ratings related to respect for difference as 
reported above parents report high practice standards were 
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experienced with respect to workers listening to their ideas 
and experiences (Q11) and dealing respectfully with private 
and sensitive information (Q13). Just over seventy percent of 
parents felt that the worker listened all the time (24 of the 33 
who answered this question, 70.6%). Although not 
statistically significant aggrieved parents were more likely to 
feel listened to all the time (88.2%) than respondent parents 
(52.9%). Aggrieved parents were also more likely to report 
feeling that sensitive and private information was dealt with 
respectfully all of the time (73.5% in contrast to respondent 
parents at 64.7%).  
Staff members’ ability to build rapport and trust with clients 
can also be evaluated in terms of parents’ descriptions of 
staff. When asked how they would describe staff parents 
overwhelmingly used terms such as happy, friendly, 
unbiased, supportive (31, 91%). Furthermore, to capture 
parent’s sense of trust in staff we asked if the felt confident in 
the ability of staff to support you and your child/ren during 
this time and 97.1% said Yes (33, one parent did not answer 
this question).  
6. Extent to which the 
programme remains consistent 
with best practice. 
The program is well resourced and maintains the standards 
as defined by the Australian Children’s Contact Centres 
Association.  
 
 
Activity 2.2: Provide parents and their children with: an intake assessment; a service 
agreement including agreed dates for changeover to occur; and a case management 
plan outlining key areas for intervention and education. 
Progress against Performance Indicators 
1. Effectiveness of intake 
assessment: 
- number and nature of 
cases assessed; 
- consideration of parents’ 
background, including 
detailed history in relation 
to violence; 
- level of consultation with 
relevant parties; 
- number and nature of 
cases selected; 
Intake processes were undertaken with 21 parents in the 
reporting period and 87 clients across the entire funding 
period. All parents have separate, individual interviews in 
which they are asked for information about themselves and 
their child/ren. They receive an intake package. 
In all instances the history of the family is taken into 
consideration when developing the service plan. Each 
parent has opportunities to talk about the violence in their 
lives and also offered options for referral for group or 
individual counselling if they wish to go into more depth 
about such issues.  
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- number of parents briefed 
at intake, emphasising 
safety and the participation 
of all parties; 
- level of training and regular 
clinical supervision of intake 
workers; and   
- where participation is not 
voluntary overcome 
parents’ resistance to 
involvement in the 
programme. 
Cases are only selected for service if both parents attend 
an intake interview and sign the service agreement. 
Safety is stressed when all parents are briefed about the 
service agreement at intake and protocols for ensuring 
safety are clearly articulated as are consequences of 
breaches. 
All staff possess relevant training, ongoing professional 
development opportunities and access to regular 
supervision.  
Participation is voluntary. Nonetheless staff work to 
overcome potential client’s fears and misconceptions about 
the service both at intake and in the early days of receiving 
services.  
For aggrieved parents there are fears that there might be 
opportunities for their ex-partner to continue to abuse them 
or to follow them home. Indeed only 5 of the 17 aggrieved 
parents who did the telephone survey recalled feeling 
positive about using the service prior to intake. Yet, in 
replying to a later question they 14 of the 17 then said they 
felt very safe or somewhat safe. Arguably intake procedures 
and service protocols and processes assisted these parents 
in developing more positive expectations of using the 
service. 
Conversely, the respondent parents who were surveyed 
generally recalled feeling positive about using the service 
prior to attending (11 of the 16 who replied to this question). 
However, those who were angry or frustrated at having to 
use the service tended to continue to see the service as 
unnecessary. Fewer were prepared to disclose to the 
interviewer how they were feeling about the centre 
supervising the changeover or contact (only 9 of the 17).  
In part the effectiveness of the intake process can be seen 
in parents’ reports that initial concerns were allayed. 
Parents were also asked in the telephone survey how they 
felt after talking to the worker, receiving information and 
signing the service agreement (Q22). Most chose the 
response Better about using the service (76.5%) while three 
chose ‘Worse’ and three chose ‘No different’ (each 8.8%).  
 
2. Effectiveness of Service 
agreements: 
- number finalised; 
All clients have a service agreement developed. To date 
there are 10 families where only one parent has been 
through intake procedures and therefore 44 families have 
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- advise parents on 
boundaries, acceptable 
behaviour and containing 
anxiety; 
- content of service 
agreements, including 
goals of each parent; 
- participants’ level of 
compliance with provisions, 
including changeover 
dates; 
- overall effectiveness in 
facilitating changeover 
without domestic violence. 
 
had agreements finalised. However, 12 have since secured 
Family Court Orders and moved to the Standard program. 
There is a standard service agreement. All parents are 
clearly advised of acceptable behaviour and staff have 
received specific training in understanding and working with 
people who are in an emotionally charged state. As noted 
above parents’ anxiety or reluctance to accept services is 
generally effectively managed by staff. 
There is a very high level of compliance with provisions. 
The number of cancellations is being recorded and data 
analysed on an ongoing basis to ensure that contact is 
cancelled only for legitimate reasons and that no pattern 
develops.  
There has been no need to call police re the behaviour of 
any EI client over the three year period of the grant. There 
has been no conflict between ex-partners while at the 
centre.  
3. Effectiveness of Case 
management plans: 
- number finalised; 
- each parent to focus on 
their children’s needs and 
how their behaviour 
impacts on children; 
- key areas for intervention 
and education identified 
and addressed including 
domestic violence, parental 
conflict, separation, and 
communication; 
- overall effectiveness in 
facilitating changeover and 
reducing domestic violence; 
and 
- regularly review case plans 
and where appropriate 
adapt these to the changing 
needs of the case. 
Case management focuses, in the first instance, on 
ensuring a safe and violence free foundation for parent-
child interaction. At intake information is gathered from both 
parents about children’s needs and responses. 
Staff have found the EI clients are somewhat different to 
Standard Program clients in that their emotions are ‘raw’ 
due to the recency of violence. As S1 reported the program 
aimed at “getting these couples when they’re first separated 
… and trying to give them the child focused approach … 
Because their emotions are just so up in the air, and they're 
so raw at that time and the kid are really caught in the 
middle.” S1 commented that “Some of these people have 
only been separated for two or three weeks so it's still very, 
very emotional. A lot of them have no idea and have no 
chance to come to terms with why. Some of them have 
absolutely no idea at all, it's come out of the blue. So 
they’re right at the very beginning of the grief and loss. 
Whereas with the standard changeovers and supervision 
that we do, these people might be anywhere from 3 to 6 
months down the track.” Also S4 reported that for the 
aggrieved parent, usually the mother “symptoms of the 
violence are very prominent … they’re still suffering 
emotional response to the violence” 
Similarly children may also be experiencing trauma and 
stress due to the recency of violence and therefore staff 
closely observe and remain flexible in each case. Some 
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continue to be fearful of experiencing more conflict between 
their parents. On the other hand, staff reported that the 
shorter break in the child’s relationship with the non-
residential parent and the procedures in place to ensure a 
child focus meant that almost all children settled fairly 
quickly. 
Because all staff are training in the facilitation of the P5 
course this also means that they are aware of effective 
parenting practices as well as sound techniques for 
encouraging sensitivity and appropriate behaviour in 
parents. This knowledge can be used for observing and 
responding to parent-child interaction in an individualised 
and informal manner. 
As noted earlier the telephone survey indicated that many 
families continue to experience some level of conflict (see 
Activity 2.1.3).  
Service plans are reviewed periodically as staff or family 
identify progress or setbacks. Personalised feedback is 
offered to parents so that with each development they can 
access relevant information to move to the next stage.  
 
 
 
Activity 2.3: Conduct on-site supervised changeovers at the Centre and in appropriate 
cases introduce the concept of self managing changeovers 
 
Progress against Performance Indicators 
1. Number of changeovers that 
occur at the Centre. 
In this reporting period 54 changeovers were facilitated for 
families and 80 supervised contact visits.  Across the funding 
period there have been 289 changeovers and 187 
supervised contacts.  
 
2. In appropriate cases: 
- number and circumstances 
of parents who successfully 
manage self managing 
changeovers without fear, 
conflict or incidents of 
Four families have moved to self-management of contact, 
that is they no longer attend the service. Three of these 
parents also completed the Exit questions during the client 
telephone survey (1 aggrieved and 2 respondent). Of these 
all reported contact was continuing by mutual arrangement. 
Two claimed that the centre contributed to effectively moving 
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domestic violence; and 
- number of consent orders 
made based on contact 
arrangements made with 
assistance by the centre. 
on to self-managed contact. None of these parents reported 
abuse or intimidation and all felt that the new arrangements 
were in the best interests of their children.  
Staff reported that one strength of the program was that 
parents knew if they did progress along the path toward self-
management and then felt unsafe they could return. S2 
explains how this can prevent further violence or conflict: 
“there is always that fallback option for all the clients who use 
the service. If they decide to move forward and maybe 
they're not quite ready for it and it does blow up in their faces 
that they can come back and they’re more than welcome to 
come back, until they're ready again and we'll start the 
process again.” 
Across the funding period 12 families have negotiated Family 
Court Orders to develop contact arrangements and other 
parenting plans. 
3. Improved level of 
communication and negotiation 
between parents on children’s 
matters. 
Initially staff work with parents to see that effective use is 
made of the communication book and they encourage 
respectful and child-focused use of this written 
communication. S2 spoke of how this was a strategy to focus 
the parents on the children’s issues and a first step to other 
more direct forms of communication: “they tend to move on 
from there and think, ‘Yeah we can talk with the book so 
maybe I can make a phone call and ask a simple question or 
send a text message’. It usually starts from that. They get 
comfortable with that first step of treating each other with 
respect and not abusing each other and just becoming totally 
child focused”. 
4. Number, nature and range of 
community support 
organisations that support the 
Activity and that you 
recommend to parents. 
Over the funding period reports have detailed the extensive 
networking undertaken by program staff with over 60 
organisation and individuals. In particular, a broad range of 
people involved in domestic violence services, police and 
legal services as well as court personnel have been 
contacted. Information about the program and other services 
provided by the SCFCC has been disseminated broadly both 
to individual workers and to groups such as the Caloundra 
Court Reference Group and SCRAP (a group of women’s 
service providers on the Sunshine Coast). 
Staff knowledge about these agencies supports making 
useful recommendations to parents. In the telephone survey 
parents were asked a series of questions regarding 
recommendations made during the intake process.  
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Regarding information about other services offered by 
Harmony House a significant difference (t(30) = -2.638, p = 
.013) was seen in the perceptions of respondent and 
aggrieved parents. While over three quarters of the 
aggrieved parents (n=13) said they were offered service 
information less than a third of respondent parents recalled 
being offered such information (5, 29.4%). It may be, as on 
parent noted, that services are not seen as specifically 
catering for men.  
5. Extent to which parents 
access other community 
support organisations available. 
At intake each parent is given a pack that includes a 
brochure about the range of courses offered by the SCFCC, 
an interactive CD entitled ‘Dealing with separation’ and a 
booklet ‘Me and my kids’. Intake workers will also include 
specific information relevant for each parent and also let 
parents know of the range of other brochures on display in 
the centre.  
In the telephone survey parents were asked if they were 
given any brochures for other services. Respondent parents 
were more likely to recall receiving such brochures (76.5% in 
contrast to 58.5% of aggrieved parents). However there was 
a statistically significantly difference between these groups 
(t(27) = 2.298, p = .03) with aggrieved parents more likely to 
report this information was useful (70.6% and only 47.1% of 
respondent parents).   
6. Number of incidents of 
domestic violence during 
changeover compared with 
previous statistics or other 
benchmarks in the 
Maroochydore, Gympie, 
Caloundra and Noosa Shire 
catchments. 
During the funding period there were no incidents of 
domestic violence at the centre involving EI clients. 
As per previous information the telephone survey uncovered 
some ongoing conflict occurring outside of the contact 
facilitated by the service (see report re Objective 2, Activity 
2.1.3).  
Of particular concern are reports from parents that children 
continue to experience some domestic violence (see report 
re Objective 2, Activity 2.1.2). This said, responses indicate a 
substantial decrease in children’s exposure to violence.  
70.6% of parents (n=24) reported that when they were living 
with their ex-partner their child/ren saw or heard violence 
(76.5% of aggrieved parents and 64.7% of respondent 
parents) with 38.2% reporting this was a daily (20.6%) or 
weekly (17.6%) occurrence.  
Only 17.6% of parents (n=6) parents reported their child/ren 
hearing any incidents of domestic violence since contacting 
the EI program (3 respondent and 3 aggrieved but not ex-
7. Number of incidents of 
domestic violence where 
parents or children who 
participate in the Activity are a 
victim. 
 36
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
partners). None reported this as a daily occurrence, one as a 
weekly occurrence and the others reporting it was less 
frequent. 
8. Feedback from parents and 
children on changeover at the 
Sunshine Coast Family Contact 
Centre and off-site, particularly 
the extent to which parents and 
children indicate a reduced fear 
of domestic violence. 
See parent’s responses to Objective 2, Activity 2.1.2 re 
maintenance of the child’s best interests. Children’s 
responses can be seen in the data on child refusals. As also 
noted in 2.1.2. 
 
 
 
Activity 2.4: Offer parents and children “Where Kids Come First” counselling for 8 
sessions (with extra sessions arranged if needed) with a focused counsellor or child 
psychologist. 
 
Progress against Performance Indicators 
1. Number and circumstances of cases that receive 
counselling. 
 
No adult clients opted for their 
child/ren to be involved in this 
program.  
 
 
2. Effectiveness of counselling based on: 
- feedback from participants; 
- changes to parents’ interaction with each another; and 
- changes to parents’ interaction with their children. 
 
 
 
Activity 2.5: Offer parents and children Step Families Programme to assist them to move 
from single parent families to blended families 
 
Progress against Performance Indicators 
1. Level of participation and completion of the programme. No parents opted to participate 
in the Step Families Program. 2. Feedback from parents participating in the programme. 
3. Effectiveness the programme in assisting participants to 
deal with the unique issues arising when moving from single 
parent families to blended families. 
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Activity 2.6: Refer families to Parenting Orders Programme 
 
Progress against Performance Indicators 
1. Number and nature of 
appropriate referrals 
made to the Parenting 
Orders Programme. 
 
Only one family has been referred to the Parenting Orders 
Program during the funding period. In this family the two children 
repeatedly refused contact (4 refusals) and the family were referred 
to POPs.  
 
This small number in part reflects the early stage in the separation 
process and therefore parents have not been showing the 
entrenched and ongoing conflict that would result in referral to the 
POPs program. That no parents displayed the degree of ongoing 
conflict and domestic violence that would result in referral also 
could be seen as a success for the Early Intervention Program. As 
staff commented:  
A lot of times we will hear from the non-residential carer saying 
they were so angry because they couldn't see their children. So I 
think that by meeting that need within them, it stops the need to 
commit acts of domestic violence to try and get their point across. 
(Staff member S2). 
 
 
 
Activity 2.7: Arrange and offer six two hour sessions of P5 Parenting Courses in the 
evenings and weekends, which focus on increasing awareness of challenges of single 
parent families; exploring different expectations and roles post-separation; providing 
participants with strategies for coping post-separation; and promoting greater 
understanding of each family member’s situation post-separation 
 
 
Progress against Performance Indicators 
1. Level of participation and completion of parenting 
courses. 
One EI client has registered for the 
next P5 course. 
 
One EI client who moved to the 
Standard Program in Nov09 has 
since completed the P5 course in 
April 2010. He gave excellent 
feedback about the course including 
checking the box to say that he 
would recommend the course to 
others and that the course was 
enjoyable and useful. 
2. Feedback from parents participating in the course. 
3. Effectiveness of parenting courses based on extent of 
parents’: 
- understanding of challenges of single parent families; 
- understanding of their own roles and responsibilities, 
and those of the other parent post-separation; 
- capacity to cope post-separation; and  
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- level of understanding toward each family member’s 
situation post-separation. 
 
 
 
Activity 2.8: Encourage children having difficulties coping post-separation to attend on 
school holidays and from 3.30pm weekdays “Kids Connect” course. 
 
Progress against Performance Indicators 
Level of participation and 
completion of Kids Connect 
courses. 
No parent’s chose to enrol their children in the Kids 
Connect course.  
 
Parents were asked in the telephone survey whether they 
intended to this optional service. Only 3 parents (2 
aggrieved and 1 respondents) reported that they planned 
for their child/ren to attend Kids Connect. When asked the 
reason for their decision one of those who said they would 
like their child to attend said that it sounded ‘great’ and the 
other who gave a reason said that the child ‘showed signs 
of being affected’. 
 
Most responded that they did not plan for their child to 
attend giving reasons mainly related to the child being too 
young or their thinking that the course was not necessary. 
 
Feedback from children, and 
follow up interviews. 
Extent to which children in the 
courses can identify with one 
another and their course 
convenor. 
Effectiveness of “Kids Connect” 
courses in assisting children to 
adjust post-separation 
 
 
 
Objective 2 Outcomes planned and achieved 
 
Eight activities were undertaken to achieve this objective which aimed to reduce incidents of 
domestic violence at changeover through providing a safe environment, and to improve ways in 
which separating parents interact with each other, and with their children. In setting this 
objective centre staff planned to reduce violence and fear at changeover and provide 
counselling and courses to assist parents and children to adapt to post separation roles and 
circumstances. That is, in addition to preventing violence there were outcomes related to 
providing services that recognised each family member’s situation and maintained children’s 
best interests.  
Improving ways that separating parents interacted with each other and their child/ren was the 
outcome that staff of the EI program felt was most effectively achieved. While there are clear 
outcomes in terms of improving parent to parent interaction actual face to face interaction was 
 
 39 
Ea
rly
 In
te
rv
en
tio
n 
Pr
og
ra
m
 F
in
al
 E
va
lu
at
io
n 
R
ep
or
t  
 
generally not possible in the short to medium term – indeed conditions of DV orders prevent ex-
partners from interacting. Rather the service uses strategies such as the communication book to 
refocus people on the children’s needs and establish some way of communicating that is free of 
violence. As S4 commented improving parental interactions is  
more of a long term goal in that often the conditions of the domestic violence 
order prevent them from interacting with one another and that’s a problem 
that the police prosecutors acknowledge too. How can we put an order in 
place which means it’s more difficult for you to work out a workable 
relationship with the other parent of your child?  That’s a difficulty and the 
difficulty I suppose that we find too is making sure that people understand 
what they are and aren’t allowed to do, so they are not breaching their order. 
So I think that it takes a lot of pressure off them knowing that initially and at 
other times when really necessary we can contact the other party. So they 
can call and say ‘I can’t come because of this reason’ and we can call the 
other party and pass that message on otherwise passing that message on, 
for some people becomes very difficult. Quite often parents can 
communicate by text message and they are happy to do that but in some 
cases they don’t have any contact at all and that’s when it’s really difficult. In 
the long term we have strategies that help them to develop a more workable 
relationship such as using a communication book. So writing in the 
communication book about any issues to do just with their child and making 
arrangements for the child and that gets taken with the child at changeover. 
So they can communicate that way. So that has been, for some clients a 
really helpful way of getting communication happening again that isn’t 
aggressive or controlling. 
Improvements in parent to parent interaction support better parent-child relationships. S1 noted 
these links in talking about service expectations and agreements:  
When parents come in for their intake interview we really stress the 
importance of encouraging that relationship with the other parent so we're 
asking them to talk with child about the visit in a positive manner.... The 
communication book is encouraging that positive parenting also. We 
understand that it wouldn’t be easy at times to talk about the other parent in 
a positive light. It's like I was saying before, we let the adult issues go aside 
for the moment and focus on parenting and we find that if they could be 
positive about that other parent and their visit with the kids then those kids 
are really a lot better for it. 
 Furthermore just stopping the violence contributed to better parenting in that parents would be 
more able to focus on the children. S2 and S3 both noted that parents can relax when they see 
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that their child is not adversely affected by interaction with the other parent. As S2 said: “They’re 
happier because the kids aren’t distressed”  
One support for improving parent-child interaction is “to educate the parent about how to keep 
the conflict away from their child” (S4).  As this staff member explained:  
I think that a lot of parents don't realise that talking about the court or 
denigrating the other parent … could be hindering interaction with their 
child. So I think quite often just talking to the parents about that and making 
it clear to them that while they’re here this is what we expect: that we don’t 
talk about the other parent in negative terms, and we don’t talk about the 
court and what is and isn't appropriate for children to be involved in and to 
hear. I think that’s what is probably the biggest thing: when parents realise 
the impact it has had on their children and how much more comfortable 
their relationship is when they’re not discussing these things with the kids 
and bringing them into it. 
Below an overall evaluation is offered with respect to each of the eight activities related to this 
objective.  
Activity One: The EI program was successful in facilitating changeovers and offering services 
and programs. In addition they also supervised contact visits. No incidents of violence occurred 
between EI ex-partners while at the centre. The majority of parents reported their child/ren felt 
safe. The very small number of children who refused service indicates their sense of comfort 
with participating in the program. Parents who participated in the telephone survey reported they 
felt respected and safe. Staff skills and competencies were recognised by parents who reported 
feeling respected, safe, listened to and their confidentiality maintained.  
Activity Two: EI staff provided a range of case management services including intake and 
assessment, intervention and referral. Parent’s reports suggest that staff use the intake process 
very effectively to individually address issues parents may have with attending the service and 
clarifying processes and conditions of service.   
Activity Three: In addition to conducting supervised changeovers at the Centre and in 
appropriate cases introduce the concept of self managing changeovers the EI program also 
noted the need for some EI parents to have access to supervised contact visits. This was 
particularly necessary due to the large numbers of toddlers and infants. Over the funding period 
four families moved to self management and 12 more have moved to the Standard Program.  At 
each contact staff could observe and provide requested information for parents. Efforts to 
improve communication between parents, a prerequisite for movement to self-management, 
largely took the form of introducing the communication book. Individualised intervention aimed 
to focus parents on the needs of the child/ren. In addition parents were offered at intake 
information on a wide range of community supports and services. Brochures were visible at the 
service at all times for parents to select from. Clients are perceived as normal people going 
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through difficult times and in this regard are not seen as requiring specialist intervention or 
mandatory services. This said, the telephone survey did show that some violence was 
continuing, albeit not at the EI service, and it might be useful for those people who report on-
going abuse to receive reminders regarding the referrals available.  
Activities Four to Eight relate to making available additional services. No clients opted for their 
child to attend either individual counselling (activity 4) or the group work program (activity 8). 
Similarly no clients chose to attend the Step Families (activity 5) course. Only two parents 
participated in or registered for the P5 course (activity 7). Additional information or parent 
testimonials might perhaps help with marketing courses to parents. Re activity six only one 
family needed to be referred to the Parenting Orders Program due to continuing refusal of 
contact by the children.  
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Objective 3: Program evaluation and sustainability  
 
This section examines outcomes with respect to the final objective identified for the EI Program: 
to evaluate the Activity and create a self-sustaining project at the end of the funding period. 
The outcome stated at the commencement of the program was the establishment of a self-
sustaining project at the end of the funding period with community and stakeholder support. 
 
 
 
Activity 3.1: Conduct on-going monitoring and evaluation from 3 September 2007, and 
compile a Final Evaluation. 
 
 
Progress against Performance Indicators 
1. Effectiveness of monitoring 
and evaluation procedures, 
including data collection and 
analysis. 
Ongoing monitoring of progress with respect to objectives 
resulted in a number of modifications and additions to the EI 
program.  
For example, after the program had been in operation for 
nearly a year a limitation was identified in that parents who 
were parties to a DVO needed a written agreement and yet 
the agency where parenting plans were negotiated had quite 
long waiting lists and were generally seen as not appropriate 
for families where there was domestic violence (See Family 
Dispute Resolution on the Family Relationships Online 
website). This put people who could not afford a solicitor in a 
difficult situation. To address this limitation the EI coordinator 
implemented a number of different strategies that have gone 
some way toward improving this situation. The main one was 
offering an example of a written agreement in the brochure 
given to parties at the court: “We are being more proactive 
and offering an example of an agreement and giving that to 
people to use and also allowing them to sign that agreement 
at our intake process if that’s what they want to do. That’s 
been quite effective in getting people in faster.” The contents 
of this agreement were also discussed with the manger of the 
Family Relationship Centre so that this provided an 
opportunity to build the agency’s network of people who were 
aware of the EI Program.  
This report represents the summative evaluation process and 
as such presents data and findings from a range of methods 
used to monitor progress toward objectives. 
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2. Clients’ participation in 
feedback processes including 
questionnaires and telephone 
surveys. 
All adult clients where both parents had completed the intake 
process (up until the 16th June) were invited to respond to the 
telephone survey. Thirty-four chose to respond and their 
input has been presented mainly with respect to objective 2. 
3. Number and nature of 
changes implemented as a 
result of on-going monitoring 
and evaluation. 
Over the funding period there have been 6 key changes 
implemented as a result of on-going monitoring and 
evaluation.  
One, as noted in report 2 the main method of referral to the 
program was changed from trying to secure a fax-back 
system to direct referral to the EI Program staff who 
regularly attended court sessions dedicated to hearing 
domestic violence matters. 
Two, as noted in report 4 there was a gradual expansion of 
staff presence at courts in the catchment areas with 
Noosa and Gympie courts being included towards the 
end of the funding period. 
Three, as the dissemination of brochures at court and to 
relevant workers had become a primary means of 
securing referrals the EI coordinator began collecting 
data on the number of brochures and information packs 
distributed.  
Four, as noted in the example above, the brochure was 
redesigned to include a sample agreement for contact 
only with reference to the role of the Family Relationship 
Centre in supporting the development of more formal 
Parenting Plans. 
Five, from November 2009 services were offered to EI clients 
at the Gympie branch of the SCFCC.  
Six, while the EI program initially related to the delivery of 
changeover services the SCFCC has responded to 
demand for access to supervised contact also, notably 
for younger children.  
 
 
 
 
Activity 3.2: Retain assets and income from the Activity to sustain the programme at the 
end of the funding period 
 
Progress against Performance Indicators 
1. Assets acquired during the 
funding period that are retained 
to sustain the Activity. 
Over the funding period no new assets have needed to be 
acquired. 
2. Where appropriate collect 
small client fee. 
All clients accessing the program were expected to pay a 
small fee. Both parties were encouraged to share the 
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responsibility. However, over the funding period there have 
been twelve families where one parent is listed as being fully 
responsible for fee payment. In addition there are a number 
of families who need reminders to keep up payments.  
 
For the period November 07 to mid-March 10 81% of clients 
made a contribution to the payment of fees. Of those that 
contributed 58% were the respondent party. 
3. Where appropriate, access 
support from charitable sources.  
The program has a strong affiliation with the ‘Where kids 
come first charity’ (No. 8/44/2801) and is able to access 
support from this charity where necessary. 
4. Support from other 
permanent funding sources. 
The program does not receive permanent funding from any 
other source. 
 
 
 
Activity 3.3: Network with other organisations, individuals and agencies to publicise the 
early intervention as an effective alternative in the community 
 
Progress against Performance Indicators 
1. Number and nature of 
organisations, individuals and 
agencies networked. 
Over the funding period reports have detailed the extensive 
networking undertaken by program staff with over 60 
organisation and individuals. In particular, a broad range of 
people involved in domestic violence services, police and 
legal services as well as court personnel have been 
contacted. Information about the program and other services 
provided by the SCFCC has been disseminated broadly both 
to individual workers and to groups such as the Caloundra 
Court Reference Group and SCRAP (a group of women’s 
service providers on the Sunshine Coast).  
2. Level of community and 
stakeholder support for early 
intervention and sustaining the 
project after the funding period 
Over the funding period numbers of referrals to the program 
have been trending upwards. Furthermore agencies that 
were previously unaware or unsupportive of the work of the 
contact service are now more aware and supportive. Most 
notably the service is being recognised by women’s services 
as a service that some women escaping domestic violence 
find useful (as reflected in the inclusion Harmony House 
information in SCOPE Safety Plan brochures and Safety 
Packs).  
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Objective 3 Outcomes planned and achieved 
 
This objective related to sustainability and evaluation. The EI model of service may prove to be 
more expensive than originally expected, in part due to the addition of supervised visits. 
However, the agency now has in place many processes to support the inclusion of EI clients in 
normal service arrangements. Community and stakeholder support built over the life of the EI 
Program will enable the agency to continue to achieve gains made in the program, most notably 
improved relationships with relevant police personnel and with workers in services related to 
domestic violence. Keeping in touch with three key sets of stakeholders will be vital to the 
ongoing raised profile of the contact service in the domestic violence system: SCOPE 
personnel, Domestic Violence Police Prosecutor and the Coordinator of the police domestic 
violence liaison staff. Regarding evaluation, in keeping with processes of action research, 
ongoing monitoring and reflection has resulted in a number of changes related to the kinds of 
services offered and the way the service is marketed to separating parents and to related 
service personnel. This report constitutes the final formal evaluation.  
 
 
 
 
 
Overall evaluation regarding outcomes related to objectives 
 
Objective1  
a) To work with the Maroochydore, Gympie, Caloundra and Noosa Shire catchments, to 
make changeover at a children’s contact centre a condition when magistrates issue a 
DVO for separating parents, 
b) To work with Police Prosecutors and solicitors, to encourage Police Prosecutors and 
Solicitors to communicate with the centre concerning parents whose children may 
require changeover at the centre.  
Outcomes  
 Increased use of children’s contact centres 
 Subsequent decrease in use of police stations, fast food restaurants and other locations 
where intimidation and domestic violence may occur. 
This report finds that over the funding period part a of this objective has been the hardest to 
achieve. In part this was due to changes in court personnel and the complexity of amending 
court policy. Nonetheless effective work has been undertaken with police prosecutors and 
solicitors. The EI coordinator’s activities resulted in dissemination of information to key 
personnel and the provision of information for potential clients at many stages of the separation 
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process. Magistrates, police prosecutors, police domestic violence specialists and non-
government agency court support workers are all now more aware and supportive of the work of 
contact services and more likely to provide such information to the separating parents that they 
encounter. In this way the underlying objective of promoting the program to court related 
personnel has substantially been achieved and activity with respect to liaising with police and 
domestic violence agencies has contributed to the increased awareness of how services 
provided by Harmony House can prevent domestic violence.  
 
Recommendation  
That staff continue to investigate ways to be more fully included in existing coordinated 
responses to domestic and family violence. As there is already a fax-back system in place 
between police and SCOPE on domestic violence matters and it was considered that an 
additional system was not achievable or desirable. Staff may consider investigating the 
possibility of requesting inclusion in these communications were there are children involved. 
Similarly police protocols require they contact Child Safety Services when called to a domestic 
disturbance where there are children. It may be that extending networking to statutory child 
protection workers may result in additional referrals to the EI service.  
 
Objective 2  
a) To reduce incidents of domestic violence at changeover through providing a safe 
environment in which children can move from one parent to another, 
b) To improve ways in which separating parents interact with each other, and with their 
children. 
Outcomes  
 Reduction in incidents of domestic violence and fear at changeover 
 Counselling and courses assist parents and children to adapt to post separation roles 
and circumstances, in a manner that is understanding of each family member’s situation 
and maintains children’s best interests 
Centre staff reported the highest satisfaction with respect to achievement of this objective. Their 
views were borne out by parent reports that the EI program reduced domestic violence as well 
as the conflict children witnessed / experienced. Parents were assisted initially via the 
explanation of centre policies and procedures that aimed to ensure safe contact and also 
instructions regarding the use of the communication book. They were given ideas about how to 
move toward self-management as they showed readiness and willingness. They were offered a 
wide range of information and optional services. 
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Recommendations 
That staff discuss the utility of revising the telephone survey to make it more appropriate as an 
instrument to use to gather information about parents in all programs.  
That staff discuss the survey data already gathered and consider implications for practice and 
policy.  It could be argued that reports of on-going abuse should be followed-up and parents 
reminded of additional supports they could access. Also the survey suggests that many people 
did not recall or did not find useful the information provided at intake. It could be that this is a lot 
of information for people to process when they are first being introduced to the service.  
That staff reflect on the low uptake of optional services and consider how parent’s information 
and education needs may be better met or how these programs might be better marketed to 
families and the broader community.  
 
Objective 3 
a) To evaluate the Activity and create a self-sustaining project at the end of the funding 
period. 
Outcomes 
 Establishment of a self-sustaining project at the end of the funding period with 
community and stakeholder support. 
The activity has been evaluated and incorporated into the agency suite of programs. Processes 
and practices established over the life of the project have resulted in the ability to incorporate EI 
clients effectively. 
Recommendation 
That the EI program continues to be offered with sufficient resources to continue the valuable 
work undertaken with court and justice personnel and with workers in the domestic and family 
violence fields. 
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Appendix A 
 
QUESTIONS FOR INTERVIEWS WITH SCFCC PARTICIPANTS 
 
YOU AND YOUR ROLE 
When did you become involved with the Early Intervention program? 
Please tell me about your role with the EI program. 
Please tell me about your training and background.  
 
THE PROGRAM 
In your own words, what do you see as the main purpose of the EI program? 
What differences do you see between the EI program and ‘standard’ changeover or contact?  
What differences do you see with the children who attend? 
 
EVALUATIONS AND IDEAS 
What do you see as the strengths or successes of the EI program so far? 
What do you see as the limitations of the EI program so far?  
What do you think might need to happen for these issues to be addressed?  
 
PROGRAM OBJECTIVES 
What objectives are being met well?  
Which objective, from your point of view, might be more difficult to achieve? Why? 
 
There are two objectives that I would like to gather more information about: Objective 1 re 
interagency work and Objective 2 about improving interactions initially parent-child but also 
parent-parent. Can you tell me what the EI program is doing with respect to these objectives? 
 
ANYTHING ELSE YOU WANT TO ADD?  
